PROCEEDING BEFORE THE HONORABLE MICHAEL D. RILEY
INSURANCE COMMISSIONER OF THE
STATE OF WEST VIRGINIA

INRE:
ARGONAUT GREAT CENTRAL INSURANCE COMPANY

ADMINISTRATIVE PROCEEDING
12-MAP-02002

AGREED ORDER ADOPTING REPORT OF
. MARKET CONDUCT EXAMINATION, DIRECTING
CORRECTIVE ACTION AND ASSESSING PENALTY

NOW COMES, The Honorable Michael D. Riley, Insurance Commissioner of the

State of West Virginia, and issues this Order which adopts the Report of Market Conduct

Exaxninaﬁon for the targeted examination of Argonaut Great Central Insurance Company,

hereinafter referred fo as “Argonaut,” for the examination period ending December 31,

2011, based upon the following findings, to wit:

1. The Honorable Michael D. Riley, is the Insurance Commissioner of the
State of West Virginia (hereinafter the “Insurance Comnﬁssionér”) and is charged with

- the duty of admhﬁstering and enforcing, among other duties, the provisions of Chapter 33
of the West Virginia Codg of 1931, as amended. |

2.  This Targeted Market Conduct Examination was instituted as a result of the
Final Order enfered in Administrative Proceeding 10-AP-THP-02178. The
Administrative Order concluded that Argonaut commitied a single violation of W. Va.
Code § 33-11-4(9)(b) and W. Va. Code R.§ 114-14-5.3.

3, The purpose of this targeted examination was to determine Argonaut’s




cornpliance with West Virginia Insurance laws rélaiing to treatment of policyholders and
third party claimants, Examin;tion information contained in the Market Conduct Report
should serve only these purposes. The conclusions and findings of the Market Conduct
Examination are public record.

FINDINGS OF FACT

1. The Targeted Market Conduct Examination reviewed and tested: complaint
handling, claims practices and underwriting from specific dedicated pépulations. The
examination covered the period of Gperationé from January 1, 2009, through December
31, 2011. The examination was conducted in accordance wi_th West Virginia Code
Section 33-2-9(c) by examiners duly appointed by the West Virginia Offices of the
Insurance Commissioner.

9 This examination was the first Market Conduct Examination of Argonaut
conducted by the State of West Virginia. The field portion of the examination began on
Match 26, 2012, and concluded on April 20, 2012, The examination was conducted in
San Antonio, Texas, and also through remote access to the files via VPN (virtual private
network).

3. A total of fifteen {15) standards were reviewed duriﬁg this examination. Of
these fificen (15) standards, Argonaut passed thirtcen (13), and failed two (2). OF the
thirteen. (13) standards passed three (3) included recommendations.

4, The result of the Taxg_eted Market Conduct Examination did reveal instances of
non-compliance with West Virginia Code Section 33-11-4(9)(b) cited in Administrative
Proceeding IO;AP-THP-G2178, Thésa instances did not oocur with such frequency as to

indicate a general business practice. -




5, In addifion, the exam found instances regarding non-compliance with state
statute or code, Five (5) claims violated W. Va. Code R § 114-14-6.3, One (1) claim
violated W. Va. Code R.§ 114-14-6.12, Two (2) claims violated W. Va. Code R.§ 114-
14-5.3 and Three (3) claims violated W. Va.‘Co&e R.§ 114-14-3 and 114-15.4.4

6. There were issues regarding violations of state statute or code that oceurred
with enough frequency as io indicate a general business practice. These violations
included: failing to send or not sending timely delay letters and not including the
appropriate Insurance Commissioner’s contact information it the denial letters.

7. On June 25, 2012, the examiner filed with the Insurance Commissioner,
pursuaht fo West Virgini# Code Section 33-2-9(j)(2), a Report of Market Conduct
Examination.

8.  On June 25,2012, a true copy of the Report of Market Conduct Examination
was sent fa Argonaut by certified mail receipt requested, and 'w#s received by Argonant
on July 11, 2012,

9 On Jum; 25, 2012, A:gonémt was 1_10tif1ed that, pursnant to West Virginia
Code Section 33-2-9()(2), it had thzrty (30) days after receipt of the Report of Markgt
Conduct Examination fo file a submission or objection with the Insurance Commissioner.

10. On July 25, 2012, Argonaut provided comments and plans of action
addressing the Comments and Recommendations outlined in the Report of Market
Conduct Examinatiqn,

11. Argonaut has developed a delay letter template and implemented procedures
to ensure that delay letters are sent as required by W. Va. Code R.§ 114-14-6.7. In

addition, Argonaut has met with claims staff fo review this requirement.




12. Argonant, prior to the Market Conduct Exam, revised the denial letfer to
provide the appropriate Insurance Commissioner’s contact information. In addition, they
have met with claims staff to revié\& this requirément,

13, Argonaut# claims managers have been informed of the recommendafions
made by the West Virginia Market Conduct Examination Report and current pracedures
are being reviewed to ensure compliance with West Virginia statutes and regulations.

14. Argonaut waives notice of administrative hearing, any and all rights to an
administrative hearing, and to judicial review of this matter.

15. Any Finding of Fact that is more propetly a Conclusion of Law is hezeby

adopted as such and incorporated in the next section.

CONCLUSIONS OF LAW
1. The Insurance Commissioner has jurisdiction over the subject matter and
the parties to this: proceeding.
2. This proceeding is pursuant to and in accordance with West Virginia Code

Section 33-2-9,

3. The Insurance Commissioner is eharged with the responsibility of verifying
continued compliance with West Virginia Code and the West Virginia Code of State
Rules by Argonaut as well as ail other provisions of regulation that Argonaut is
subjected to by virtue of their Certificate of Authority to operate in the State of West
Virginia, -

4. There does not appear to be any intentional conduct exhibited by Argonaut
in this examination findings and scope.

5. Argonaut has incwsred violations of W. Va. Code § 33-11-4(9)(c) and W,

Va. Code R. § 114-14-6.7, as well as W, Va. Code R. § 114-14-6.17. This finding does




not directly relate to the violation found in Administrative prqceeding 10-AP-THP-
02178. However, the above violations. did ccour with such frequency as to constituie a
general business practice,

6. Any Conglusion of Law that is mote properly a Finding fﬁ' Fact is hereby
incorporated as such. _

ORDER

Pursuant to West Virginia Code Section 33-2-9(G)(3)(A), following the review of
the Report of Market Conduct Examinatibn, the examination work papers, and
Argonaut’s 1-6alfpnnse thereto, the Insurance Commissioner and Argonaut have agreed fo
enter into this Agreed Order adopting the Report of Market Conduct Examination. The
Parties have further agreed to the imposition of an administrative pehaity againét
Argonaut as set forth below. |

Tt is accordingly AGREED and ORDERED as follows:

(A) The Report of Market Conduct Examination of Argonaut for the period
ending December 31, 2011 is hereby ADOPTED and APPROVED by the Insorance
- Commissioner;

(B) I is AGREED and ORDERED that Argonaut will CEASE AND

DESIST from failing to comply with the Statutes, Rules and regulations of the State of
West Virginia concerning any claims so handled in this State and more specifically the
provisions enumerated herein,

(C) 1tis further AGREED and ORDERED that within thirty (30) days of the
next regularly scheduled meeting of ifs Board of Directors, Argonaut shall file with the West
Virginia iﬁsurance Commissioner, in accordance with West Virginia Code Section 33-2-

9(j)(4), affidavits executed by each of its directors stating under oath that they have




received a copy of the adopted Report of Market Conduct Examination and a copy of this
ORDER ADOPTING REPORT OF MARKET CONDUCT EXAMINATION AND
DIRECTING CORRECTIVE ACTION;

©) Tt is futher AGREED and ORDERED that Argonaut shall ensue
, compliance with the West Virginia Code and the Code of State Rules. Argonaut shall continue
to monitor its compliance with W.Va. Code § 33-11-4(9) (¢) and W. Va. Code R.§ 114-14-6.7
and §114-14-6.17.

(E} It is further AGREED and ORDERED that ARGONAUT SHALL
FILE a Corrective Action Plan which will be subject to the approval of the Insurance
Commissioner. The Corrective Action Plan shall detail Argonaut‘s changes to its procedures
and/or intenal policies fo ensure compliance with the West Virginia Code and incorporate all
recommendations of tﬁe Insurance Commissioner’s examiners and address all violations
specifically cited in the Report of Market Conduct Examination. The Corrective Action Plan
outlined in &ﬁs Order must be submitted to the Insuance Commissioner for approval within
thirty (30) days of the entry date of this Agreed Order. Argonaut shall implement reasonable
- changes to the Corrective Action Plan if requested by the Insurance Commissioner within thirty
(30) days -of the Insmanct: Commissioner’s receipt of the Comrective Action Plan. The
Insurance Commissioner shall provide notice fo Argonaut if the Corrective‘ Action Plan is
disapproved and the feasons for such disapproval within thirty (30) days of the Insurance
Comimissioner’s reoéipt of the Corrective Action Plan, |

(F) It is AGREED and ORDERED that Asgonaut shall pay an administrative
penalty to the State of West Virginia in the amount of Twernty Thousand Dollars ($20,000.00)
for non-compliance with the West Virginia Code and West Virginia Rules as described hereia.

The payment of this administrative penalty is in lieu of any other regulatory penalty or remedy
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and is due upon execution of this order

(@ I is AGREED and ORDERED that all such statutory mnotices,
administrative hearings and appeilate rights are herein waived concerning this Report of
Market Conduct Examination and Agreed Order. All such rights are preserved by the
Parties regarding implementation or further action faken on such Order by the

Commissioner against Argonaut.

Entered this 2 7~ D7 dayof 5 Ll v , 2012

L/ A K

" The Honorable Michsel D. Riley
Insurance Commissioner

- REVIEWED AND AGREED TO BY:

On I : A) of the INSURANCE COMMISSIONER:

ﬁ Black, Associate Counsel
y Supervisor — Compilance & Enforcement

Dated: l’D}L{‘ f 3

On Behalf of ARGONAUT GREAT CENTRAL INSURANCE COMPANY

By: Michael E, Arledge
‘ Print Name

Its: _Presidest~

e W g K

Date: November 2%, 2012&)
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MARKEY CONDUCT EXAMINATION ARGONAUT GREAT CENTRAL INSURANCE COMPANY
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Ruing 25, 2042

The Honorable Michael D, Riley

Wast Virginia Insurance Commissioner
1124 Smith Steeot

Charleston, Weast Virginia 25301

Dear Cornmissioner Riley:

Pursuant o your instruetions and it accordance with W. Va, Code §33-2-9, an
exatnination has been made as of December 31, 2011 regarding ireatment of claimants of,

Argonaut Great Central Inguranee Company
225 W, Washington, 6™ Floor
Chicago, 1. 60606

hereinafier referred to as the “Company.” The following repart of the findings of this
target examination is herewith respeotfully submitted,
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MARKET CONDUCT EXAMINATION ARGONAUT GREAT CENTRAL INSURANCE COMPANY A
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FOREWORD

This is a veport by test of Company compliance with selected Standards contained in the
National Association of Insurance Commissioners’ (NAIC) 2011 Market Regulation
Handbook (“Handbook”) and Standards approved by the West Virginda Office of the
Insurance Comunissioner ("WVOIC”) which are based on applicable West Virginia
statutes and administrative rules, as referenced hercin, Testing is based on guidelines
contained in the Handbook. All tests applied are included in this report.

“Company” as used berein refers fo Argonaut Great Central Insnrance Company.
“WVOIC® as wsed herein refers to the West Virghna Office of the Insurance
Commissioner, *“W,Va. Code St. R.” as used herein refers to the West Virginia Code of
Stato Rufes, “W.Va, Code” as used herein refers {o the West Virginia Code Annotaied.

PURPOSE AND SCOPE OF EXAMINATION

Market conduel examiners with the WVOIC reviewed certain business practices of
Argonaut Great Central Insurance Company. W. Va, Code §33-2-9 empowers the
Commissioner {o examine any entity engaged in the business of insuzance, The findings
in this report, including alf work products developed in praducing i, are the sole property
of the WVOIC,

The putpose of this targefed examination was to determine the Company’s compliance
with West Virginia insutance laws relating to treattent of policyholders and third party
claimants, Examination information contained in this report should serve only ihese
purposes. The conclusions and findings of this examination ave public record.

This examination was governed by, and performed in aceordance with procedures
developed by the WVOIC that are based on those of the Nafional Association of
Insurance Commissioners (NAIC), modified to conform fo the requirements of West
Vitginia insurance laws. In reviewing material for this roport, the examdiners relied
primarily on records and maferial maintained and/or submitted by the Company. The
exapination ecovered the poriod of the Company's operations, from January 1, 2009
through December 31, 2011,

File sampling was besed on review of closed without payment/denied and paid claim
files. Tiles were randomly selected from the data provided by the Comnpany. Sample
sizes were chosen based on procedures developed by the NAIC, Standards pertaining to
this target market conduct examination were utilized fror the 2011 NAIC Market
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MARKET CONDHCT EXAMENATION ARGONAUT GREAT CENTRALINSURANCE COMPANY
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Regulation Handbook. Upon review of each file, any concemns or discrepancies were
noted on requests for information and delivered to the Company for review. Once the
Company was advised of a concern contalned in a request for information (RF1), the
Company had the oppottunily lo respond. Fer each finding, the Company was requested
to agres, disagree, or otherwise justify the Company’s noted action. At fhe conclusion of
the fieldwork, the Company was provided a summary of the findings at the exit
conference and 8 draft of the report was provided for the Company’s review. The
examination report is a report by test, reporting all areas reviewed and for each fest;
repotts if the examiners found that the Company “Passed,” “Failed,” or “Passed with
Recommendation,”

The basic business arcas that were reviewed and tested under this examinétioﬁ were:
« Complaint Handling
n- Claimg Practices
= Operations and Management

Bach business area hag standards that the examination measured. Some standards have
specific statutory gnidelines, others have specific company guidelines, and yet others
have confractual guidelines. Since this was a targeted examinpation, only the standards
which were pertinent to the targeted examination or the irestsnent of claimants were
examined,

The focus of the examination is on the methods used by the Company fo raansge its
operations for each of the businoss areas subject to this examination, This includes an
analysis of how the Company communicates its instrnotions and intentions thronghowt its
operations, how it measures and monitors the results of those communications, and how
it reacts to and modifies its commumnications based on the resuit findings of the
measurement and monitoring acfivities, The examination afso deterinines whether this -
process is dymamic and resulls in enbanced compliance activifies. Because of the
prediciive value of this form of analysis, foeus is then made on those areas in which the
process used by managemont does not appear to be achieving appropriate levels of
statutory and regulatory compliance, Most areas are tested to verify the Company is in
complisnce with West Virginia statutes and tules,
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MARKET CONDUECT EXAMINATION ARGONAUT GREAT CENTRAL WNSURANCE COMPANY
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EXECUTIVE SUMMARY

This examination is the first market conduct cxamination of Arponaut Great Ceniral
Insurance Company conducted by the State of West Virginia, The field portion of the
examination began on March 26, 2012 and concluded on April 20, 2012, The
examination was conducted at the business office of Argo Group US, jnc. in San
Antonio, Toxas and also through remote access to the files via VPN (virtual private
network)., The examination was called as a result of the Final Onder enfered in
Administrative Proceeding No.10-AP-THP-02178. The Administrative Order concluded
" that the Company committed a single violation of W. Va. Code § 33-11~ 4(9}(!:-) and W,
Va. Code 8t. R, §114-14-5.3.

W, Va. Code § 33-11-4a lmpiles that, upon any finding that & company comunitted an
unfair claims settlement practice with respect to a claimant, the Commissioner determines
whether or not that practice oceurred with such frequency as fo be construed as & general
business practice of the Company. In this case, the Commissioner determined that the
most efficient way to make this determination was through a targeted Market Conduet
Exantination, The examination primarily focused on third parly claims handling with
parficular atiention paid fo company rcsponses fo periinent communications from
claimants or their representatives (included within Standard G4), Cestain standards from
the Complaint Handling and Underwriling sections of the Market Regularion Handbook
were also included within this examination report. The result of the targel market
examination did reveal that insfances of non-compliance with W, Va, Code § 33-11-
4(9)(b) cited in Administrative Proceeding No.10-AP-THP-02178 occurred, but not with
such frequency as to indicate a general business prastice. Testing of all standards was
conducted on commereial Hability lines only (excluding workers comipensation) and
results contained within the report.

A total of fifteen (15) standards were reviewed during this examination, OF these fifieen
(15) standards, the Company passed thirteen {13} and failed two (2), Of the thirteen (13)
siandards passed, three (3) included recommendations,

The standard G3 encompasaing the specific business pragtice xelevant to the parpose of
the examination W, Va. Code R, §114-14-5.3 was passed.

The failed standards were associated with the Company’s claim operations:

¢ Failing fo send ot not limely sending delay letfers, (Standard G2)
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MARKET CONDUCT EXAMINATION ARGONAUT GREAT CENTRAL INSURANLCE COMPANY

e Not including the appropriate Commissioner’s eontact information in the denial
Jsiters. (Standard G9)

The Company is dirccted fo take immediate cotrective action to demonstrate iis ability '
and intention to conduct business according to the West Virginia insurance laws and
regulations, -

HISTORY AND PROFILE

Atgonaut Great Central Insurance Company was incotporated on September 26, 1966,
wnder the laws of Hlinois as the American Businessmen’s Insurance Company. It began
business on September 30, 1966, On Jamuary 1, 1969, financial contro! of the company
and its parent, the Tormer Great Cenfral Insurance Company, passed to Teledyne, Inc,,
Los Angeles, California. Concurrently, the company’s parent was merged with and info
American Businessmen’s Insuratice Company, which fhen changed its name to Greaf
Cenirat Insurance Company. The former parent was incorporated on February 10, 1948
and comirenced businass on March 5, 1948.

Since March 31, 1971, complste stock confrol of Arponaunt Great Cenival Inswrance
Comnpany has rested with Argonaut Insurance Company. Argonaut Insurance Company is
a direct subsidiary of Argo Group US, Inc., a Delaware cotporation with its business
office located in San Antonio, Texas,

Argonant Great Central Insurance Company's operations specialize in three broadly
defined arcas: food and hospitality (restauranis, bakeries, cafering, and hotels and
motels), religious and other institutions {including related private schools and daycares),
and spevialty retail (dry cleanes, comniercial lntnderers, liner supply, and uniform rental
firms). Its products and services are distributed through selected independent agents,
brokers, wholesalers and program managers with demonstrated expertise in one or more
of its targeted niche markets and through its in-house managing general agent,

The West Virginia market share percentages for 2010 are: 1.098% Commercial Properiy;
0.778% Commercial Liability; and 1.106% Cornmercial Auto,
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MARKEY CONDUCT EXAMINATION ARGONADT GREAT CENTRAL INSURANCE COMPANY
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METHODOLOGY

This examination is based on the standards and tests for a market conduct examination of
a property and casvalty insurer found in Chapter XVI and XVII of the 2011 NAIC
Market Regulation Handbook and in applicable West Virginia siatutes and rufes.

Soms of the standards were measured using a single type of review, while others used a
combination or all iypes of review, The types of review used in this examination fall info
ihres general categories: generic, smnple, and clectronic,

A Speneric” review indicates that a standard was tested through an analysis of generat
data gathered by the examiner or provided by the examines in response to queries by the
exgIminer.

A “sample” review indicates that a standard was tested fhrough direct review of a random
sample of files selected using Audit Command Language (ACL) and sampling
methodology described in Chapter XIV of the Handhook. For statistical purposes, an
ervot folerance level of 7% was used for claims and a 10% tolerance was used for other
iypes of review. Examiners determined acceplance samples designed to rule oui, with
95% confidonce, that fhe proportion of errors in the various populaiions from which the
samples were drawn does not exceed the recommended folerance levels,

An “electronic™ review indicates that a standard was tested through uvse of a computler
progam or applied to a download of the Company’s computer records. This type of
review typically reviews all records of a particulat gype,

Eauch standard applied Is described, and the result of testing is provided under the
appropriate standard, The standard, its statutory anthority under 'West Virginia faw, and
its source in the NAIC Market Regulation Handbook are stated and condained within a
bold border.

Two arcas of the exam -- complaints and claims -~ had sampling from specific dedicated
populations, "The. populalion definition was derived from the functional definition of the
process under review, Once the {arget population has been defined, no selection biases
should contaminate the sampling process.

Bach standard is accompanied by a “Comment” describing the purpose or reason for the
standard. “Resuits” are indicafed, examiner’s “Observations™ are nofed, and in some
cases, a “Recommendation™ is made. Cormments, Results, Observations and
Recommendations are maintained with the appropriate standard.
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¥MARKET CONDUCT ESAMINATION ARGONAUT GREAT CENTRAL INSURANCE COMPANY

A re e h mermea agt e temmmy A+ wm v e 1wt hr e welathy bt T T

A, COMPANY OPERATIONSMANAGEMENT

Corments: The evaluation of standards in this business area is based on a review of
Company responses to information requests, questions, inferviews, and presentations
made to the examiner. Because this was a targeted examination primerily focused on
claims handling, only two standards of this section of the NAIC Market Regulation
Handbook were selected for review. These standards fooused mainky on record keeping
and the efficiency of the Company’s responses [o the examiner’s requests.

Standard A 7 NATC Merkel Regutntion Hotidbook - Chapler XVY, § A, Standord 7.

Records are adlequate, accessthle, consistend and oxderly and eomply with siate record refention
requirements.

W, Vo Code§32-17.8 & W Vi Code S, B, § H4-14-4, et sepy,

Cominents: The review mothodology for this standard is geneyric. The standard has a
direct statutory requirement. This standard is intended to assure that an adequate and
accessible record exists of the Company’s ttansactions. The foeus is on the records and
actions considered in a market conduct examination such as, but not limited to, trade
practices, claim practices, policy selection and issuance, rating, complaint handling, ete.
Inadequate, disorderfy, inconsistent, and inaccessible records can lead io inappropriate
rates ahd ofher issues, which can provide hatm to the public.

Results:- Pass

Observations: The examiner found that Company’s poliey and claim files were orderly to
the extont fhat all pertinent events could be reconstrueted from the documents and notes
the Company maintained.

Recommendations: None

Standard A 9 INAIC Markel Regulation Handbook— Chaopter XV, § A, Standard 9

The Company cooperates on s Himely basls with exsminer performing the examingtions.

¥ Vo Code§33-229 & W ¥ CodeSi R § 114151, #1364

Commenis: The review methodology for this standard is generic. The standaxd has a
direct statutory tequitement. This standavd is aimed at assuring that the Company is
cooperating with {he State in the complefion of an open and cogent teview of the
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MARKET CONDUCT EXAMINATION ARGONAUT GREAT CENTRAL INSURANCE COMPANY

Clompany’s opetations in Wesi Virginia, Cooporafion with the examiner in tlie conduet
of an examination is not only requived by statute, it is conducive to completing the
examination in & thoely fashion and minimizing the cost of the examination.

Resitlis: Pass

Observations: The Company was exceptionaily cooperative. All requests for information
were answered timely and the examingtion proceeded in a cordial atmosphere,

Recommmendations: None

'B. COMPLAINT HANDLING

Conenis: Bvaluations of the standards in this business area are based on Company
responses to various requests for information and the review of the Copany’s complaint
files. W. Va. Code § 33-11-4(10) requires the Company to “...maintain a complete recozd
“of all the complaints which it has received since the date of iis Jast examination” The
statute also reguires thal “filhis record shall indicate the total namber of complaints, their
classification by line of insurance, the nature of each complaint, the disposition of these
complaints and the fime it took fo process each complaint”* The definition of a complaint
is “any waitten communication primarily expressing a grievance,”

Standard BY NAIC Marke! :eegumn Handbeok— Chupter XVE, § B, Stendued I

All eoniplalnis are vecarded in the requived formaf on the compaay complaint register,

W, V. Codle § 83-1-4(10) & T Vi Cade 1, B. §LHI5-46

Comments: The xeview methodology for this standard is sample and generic, The
standard has a direct statutory requirement. This standard is concerned with whether the
Company keeps formal irack of complainis or gtievances as sequired by statte, An
insurer is required o misintain a complete record of all complaints received, The record
must indicate the total number of complaints since the last examination, the classification
of each complaint by line of insarance, the nature of each complaint, the disposition of
each complaint, and the time it fook to process each complaint, :

Resuifs: Pass
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MARKEY CONDUCT EXAMINATION ARGONAUT GREAT CENTRAL INSURANCE COMPANY
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Observations: The Examiners reviewed complainis consisting of twelve (12) WVYOIC
complaints. All WVOIC complaints were on their complaint register. The examiners’
review of the sampled claim files showed that no additional complaints were noted.
Bxaminers noted thal six complaints outside the andit time period were within the
refurned complaints list. It included an internal complaint,

Fable Bl: Complainis Sample Resnlés

Type Population | Sampled | N/A | Pass Fail %Pass
Complaints i2 12 0 1z 9 100%

Recommendations: Nong

Standard B2 NAIC Murke! Regulndion Handbook — Clpter XVI, § B, Staudard 2

The vegulated entity has adequate complaint inding prnceéi:res In place and communicaies such
procedures fo policyholders,

W, Vo, Codz § 33-T1-4(1) & W, V. Code ¥, B, §114-14-5.2

Comments; The review methodology for this standard is generic, The standard has a
direct statatory requivement. This standard is coneerned with whether the Company has
an adequate complaint hapdling procedure and whether the Company communicates
complaint handling procedures to its polieyholders,

Resudts: Pass

Observaiions: The Company’s written procedure ks to provide a response within the
required time frame under the specific state law or regulation, All consumer or Insurance
Department complaints are received by Corporate Underwriting and logped into the
Consumer Complaint Log, fhen assigned to a compliance speelalist. Corporate
Underwriting monitors all complaint responses for timely compliance and confors with
the appropriate department management concerning delays, patiorn problems, or other
issues involving specific responses to complaints.

Reconnnendutions: None
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MARKET CONDUCT EXAMINATION ARGONAUT GREAT CENTRALINSTIRANCE COMPANY
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‘Standard B3 NAIC Market Regutatlon Fandbook— Choptar X¥3, § 1, Standard 3

{The Company tales adeguate steps 1o finalize and dispose of the complairt in accordance with
appiesble statutes, rules and repulations, ad coniract Ianguage.

¥, Vi Code § 33-T1A(I0)} & F% Vo Corde S%, B LM-14:5.2

Commenis: The review methodology for fhis standard is generic. The standard has a
direct statuiory requirement. This standard is concerned with whether the Company has
an adeguate complaint handling procedure and whether the Company takes adequate
steps fo resolve and finalize complaints.

Resulis: Pass -

Observations: The Company’s complaint procedures appear to be adequate fo cotnply
with W, Va, Code §33-11-4(10) and W.Va. Code St. R. §114-14-5.2,

Recormmendations: None

Siaudard B4 NATC Market Regatatlon Handbeok— Chapter XVT, § B, Standard £

The thme frame within which the regudaded entliy responds fo complainds is 1t aecordance with
applieable stataies, rules and regulations,

W Fa, t‘ode§'§ 33214034, 33-J1da & W. ¥a. Code SV R, § 114.14-52

Commntenist The review methadology for this standard is sample. The standard does not
have a direct statntory requivement; however, timeliness is inforred, In the case of
complaints concerning claims, direet time requirements are found in regulation. This
standard is concerned with the Company responding to complaints timely.

Results: Pass

Observations! The Company responded within fificen (15) workirng days for all WVOiC
generated complaints,

Table B4: Complaints Sample Results

Type Population | Sampled | WA | Pasy Fail YPass
Complaints 1z 12 H] 2 0 160
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Recommendations: None

G. CLAIMS PRACTICES

Cormmenits: The evaluation of standards in this business area iz based on Company
responses to information requested by the examiner, discussions with Company staif,
elecironic testing of claim databases, and file sampling during the examination process.
This portion of the examinution is designed to provide a view of how the Company treats
claimants and whether thatf treatment s in compliance with applicable statutes and roles.

{Standard G1 NAIC Market Bepnilation Hondhoek — Chapler XV, §15, Standard 1

The juitlal contact by the company with the claiman{ s withis the requived time frame.

W Va. Code §33-1)4(815) & W. Vi Code St B, § T14-14-5.1

Comments: Roview methodology for this standard Is generle, sample, and electronic.
This standard derives direcily from W. Va, Code §33-11-4(9)(b), which prohibits
“If]ailing to acknowledge and act reasonably upon communication with respect {o claims
arising uiider insurance policies.” W, Va, Code St. R. §114-14-5.1 states that “Jelvery
insurer, upon receiving noiification of a claim shall, within fifieen {15) working days,
acknowledge the receipt of such notice unless fill payment is made within such period of
{ims,*

Rasnlts: Pass

Claim files were selested from two (2) sabsets for detail testing, The sample size of each
category was determined by its population. Cur testing resulis are included in Table Gi
below: -

Table 31; Claims, Initial Contact

Type Population | Sample- | §/A | Pass | Kall | %Pass
Pald claims 1,226 ge 1 88 1 0 108
Closed without payment 422 69 ] 62 ] 190 -
Totals ; 1,648 158 1 11571 ¢ 100
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Observations: Review of claims found that ali initial contacls were within the required

time frame.

Recommendatiops: None

Siandard G2

AT Market ngr:!an’o}x Hanibook — Chapter XVT, §G, Statidord 2.

Timely investigations are conducted,

| P Code § 331540000 & W Vi, Code IR, § LT46

Comments: Review methodology for ihis standard is generic and sample. This standard
has a direct staiuiory requirement and is jntended to assure that the cander inifjates a
prompt and complete investigation. Concerns tested within this standard inelude
compiiance with;

-}

~W. Va. Code §33-11-4(9)(c): Failing to adopt and implement reasonable

standards for the prompt Investigation of claims arising vnder insurance
policies.

W. Va, Code St. R, §114-14-6.2(a), which requires that the investigation
be initiated within fifteen (15) working days from receiving notice of the
claim. :

W, Va, Code St. R, §114-14-6.1, which requires ¢very insuter to prompily
conduct and diligently pursuc a thorough, fair and objective investigation
and may not unreasonably delay resolution by persisting in seeking
information not teasonably requited for or material to the resolution of a
claim dispute.

W. Va. Code St. R §114-14-6.7, which requires a notice of neccssary
delay in investigallng claims, if the insurer pecds more than thivy (30)
calendar days from receipt netice of claim from a thivd-party claimant to
detertmine whether a claim should be accepted or dended, it shatl so notify
the claimant & writing within fificen (15) working days after the thirty-
day period expizes. If the investigation remains ineomplete, the insurer
shall provide written notification of the defay fo the claimant every forly
five (45) calendar days thereafier until the investigation is complete,
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Claim files that did not require the notice of necessary delay because they wers resolved
in a timely manner were considered to be a “Pass” rather than “Non-applicable”™ for
evaluation purposes of this standard,

Results: Fail -

Claim files were selected from two (2) subsets for defail testing. The sample size of each
category was defermined by ifs population. Our testing resulis are included in Table G2
below:

Table G2: Claims, timely investipation

Type Population | Sample | N/A | Pass | Wail | %Pass
Paid claims 1,226 89 1 66 | 22 75
Closed without paymoent 422 69 0 | 65 | 4 94
Totals 1,648 38 {1 {1B31]2 83

Ohbservation: The examiner’s review of the claim sampies indicated the company failed
to send a delay letter(s) or did not fimely send a delay letter(s) in twenty-two (22} paid
and four (4) closed without payment claims as required by W. Va. Code St. R. §114-14-
6.7. Some of the individual claims contained multiple instences of missing or untimely
delay letters; the tofal instances equaled ninety-nine (99).

Recomntendations: The Company should send delay letters as required by W, Va, Code
3L R §114-14-0.7.

Standard G3 NAC Market Regnbation Iandbook — Chagter XFT, §G, Standard 3

Claims are resolved in a {imely naner.

WV, Code §35-11-4{0(L)& M), WiVa, Codz 81 R § 114-14-63 & 612

Comments: Review methodology for fhis standard is generic, sample, and electronie.
This standard has a direct statiory requirement, This standard is intended to assure that
claims are promptly setited once Habilily is reasonably clear. Applicable statufes and
rules for this standard inelude:

& W, Va, Code §33-11-4(N{) Not atiempling in good fith to cffectnate
prompt, fair and equitable seftlements of claims in which Hability has
become reasonably clear;

o W, Va Code §33-11-4(N(m) TFailing fo promptly seitle cléims, where
liability has become reasonably clear, under one portion of the insurance
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policy coverage in order 1o influence seitlements wnder other portions of
the insurance policy coverape;

o W. Va. Code 8t R, §114-14-6.3 Duty after investigation. — Within ten
(10) working days of completing its investigation, the insurer shall deny
the elaim in writing or make a writien offer, subject fo policy

s W, Va. Code St. R. §114-14-6.12 Notice of applicable time limitations, —
No person gy negotiate for settlement of a claim with a elaimant who is
neither an aftorney nor represented by an attorney without glving the
claimant writien notice that the claimant’s rights may be affected by a
statute of limitations or & policy or coniract time limit. Such notice shall be
given to first-party claimants not less than thirty (30) days, and to thixd-
party claimanis not less than sixty (60) days, before the date on which
such time limit expires, '

Resufts: Pass with recomlﬁcndatiﬂn

Claim files were selected from two (2) subsets for detail testing. The sample size of
gach category was determined by its population, Our testing resnits are included in Table

(3 below:

‘Fable G3: Claims, claims resolution

Type Populafion | Sample [ N/A | Pass | Wall | %Fass
Paid claims o 1,226 89 1 {8216 93
Closed without payment _ 422 69 0 6| 9| 100
Totals 1,648 LT S N B B 7 B 96

Observations: Testing of the sampled files detexmined that five (3) files were not handled
incompliance with W. Va. Code 81, R, §114-14-6.3,

The Company feiled to deny or make an offer within 10 days after completing the
investigations on two (2) claims. Additionally, the Examiner found three (3) claims
involving instances where the Company closed the claims due to the cleimant not
responding 1o questions or requests for information from the company, The Company
should noiify the claimant that the claim Is considered denied and include the statutory
language regarding contacting the OIC. Giherwise, the Company counld contine to send
the required dolay letiers and notify when fimely required that the claimant’s statute of
limitations is expizing.

Page 14 -




MARKET CONDUCT EXAMINATION ARGONAUT GREAT CENTRAL INSURANCE COMPANY

Testing of the sampled files determined that one (1) file was not handled in compliance
with W, Va. Code St. R. §114-14-6.12.

Claimant was nof responding to a request for a medical release. The company eventually
closed the fife as claimant apparently not pursing the claim, No closwre Ietter sent, Statute
of limitations ran out without any notification of a closure, or advising of the statute of
limitations,

Recommendations: The Compeny should send written denial letters or written offer,
subject to policy, within ien {10) working days of completing its mvesugatmn as required
by W. Va, Code S1. R § 114-14-6.3.

Standard G4 RAIC Marke! Regniatlon Hatidbaok— Chopler XU, §G, Sondard 4,

‘The regulaled eutiy responds to olrim correspondencs in q timely manaer,

- W Fin Code $33-104(3(B) & TV, Fa. Code 5% K. §1H4-14-53

Cormments: Review methodology for this standard is generic and sample, This standard
has a direst statutory requirement, The standard is intended to assure that companics ircat
claimanis properly by prompfly responding io inquiries of claimants and their
represctilaiives. Applicable statutes and regulation for this standard inciude:

e W, Va. Code §33-11-4(9%b), which prohibits “[f]ailing to acknowledpe and act
reasonably upon communication with respect to claims arising under insurance
policies.” '

» W, Va, Code St. R, §114-14-5.3 Replies to other pertinent cormmunicalions, -- A
reply shalf be made within fifteen (15) working days of receipt by the insurer to
all other pertinent communications from a claimant which reasonably supoest that
a responge is expecicd,

Results: Pass with recommendation

Claim files were selected from two (2) subsets for detail testing. The sample size of cach
category was determined by its population, Qut testing resulls ate Inelnded in Table G4
below:
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Table G4: Claims, ¢claims correspondence

Type Population | Sample | N/A | Pass | ¥ail | %Pass
Paid claims - 1,226 89 1 86 A 98
Closed without payment 422 L) 0 & | o 100
Fotafs 1,648 158 V155 2 98

Obserpations: Testing of the sampled files defermined that two (2) files were not
maintained in compHance with W, Va. Code St. R. §114-14-5.3, as follows:

The files show no response to documertation from the claimant’s attorney within fifteen
{15) working days, One file had a single instance and one file had twe instances.

Recommendatlons: The Company should respond to all communications with claimant
o attorney as representative in 4 fimely manner, as required by W. Va. Code St R. §114-
14.53.

Standard G5 NAFC Market Regutotlan Hufboak — Cliapler XPT, §5, Stwddarid 5

Claim files ave ademquately docnmented,

W, ¥, Code S B, §§ 1143, 34154200004, 114-14-6.3

Commenis: Review methodology for this standard is generie, sample, and electronic.
This standard has a divect staivdory requirement. Without adequaie documentation, propey
claimant lrestment as well as the various fime frames required by statutes andfor
regulation cannot be demonstrated, Applicable statutes and regulations for this Standard

inciude:

e W. Va. Code St. R, §114-14-3 - The insurer’s claim files shall be subject to
examination by the Commissioner or by his or her duly appointed designees. Such
files shall contain all notes and work papers pertaining to the elaim in such detail
that pertinent events and the dates of such evenis can be recomsiracted. All
communications and transaclions emanaiing from or received by the inswrer shall
be dated by the insorer. A notation of the substanee and date of all oral
communications shall be contained in the clalm file. Insurers shall either meke 2
notation in the file or retain a copy of all forms mailed to claimanis.

a W, Va, Code 8t. R. §114-15-4.4 Claim files shall be maintained as follows:
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B S T

a, A clgim file and accompanying records shall be maintained for the
calendar year in which the claim is closed plus additlonal yeats as sef forth in
subdivision b, subsection 4.2 of this seetion. The claim {iJe shall be maintained so
as to show cleatly the incepiion, handling and disposition of each claim. The
claim files shall be sufficiently clear and specific so that pertinent events and
dates of these events can be reconstructed. A claim file shall, at a mininum,
include the following items:

1. For property and casualty; the file or files containing the notice
of clatin, claim forms, preof of loss or other form of ¢laim submisston, setflement -
demands, accident reports, police reporfs, adjustors' logs, olaim investigation
doeumentation, inspection reports, supporting bills, estimates and valuation
worksheets, medical records, correspondence {o and from insureds and claimanis
or thel representatives, notes, contracts, declaration pages, cerlificates evidencing
coverage under 4 group contract, endorsements or riders, work papers, any written
camsnunication, any documented ot recorded telephone communication related to
the handling of a claim, including the investigalion, payment or denial of the
claim, copies of claim checks or drafls, or check numbers and amounis, releases,
all applicable notices, correspondence used for determining and concluding claim
payments or denials, subrogation and salvage docuwmentation, any other
documentation ereated and maintained in a paper or elecironic format necessary
to suppott ¢laim handling aclivity; and any claim manuals or othet information
necessary for reviewing the claim;

Resuits: Pass with recommendafion

Claim files were selected from fwo (2) subsets for detail tesﬁﬁg. The sample size of each
category was determined by its population, Out iesting resuits are included in Table G5

betow:

Table G5: Claims, adequate documentation _
Type Population Sample | N/A | Pass | Fail | %Pass
Paid olnims 1,326 89 1 32 { 100
Closed without payment 422 69 6| 66 | 3 96
Totads 1,648 - 138 P | 54 3 98

Observations: Testing of the sampled files determined that the desial letters for thiee (3)
files conld not be produced for review in compliance with W. Va. Code St. R, §§114-14-~
3 and 114-15-4.4, as follows: '
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The Company should maintsin and provide all vaitten and electronic records for review.

Reconmendations: The Company should ensure that alf claim fles olearly show the
inception, handling, and disposition of each claim as required by W, Va. Code 5t. R.

§§114-14-3 and 114-15-4.4,

Standard 6 NAIC dfarket Regulation Handbook— Chupier XF, 36, Standord &

Claims are properly handled in accordance with poliey provislons and applicable statutes, rules and

' regalations,
W, Vi Code § 33-11-4) & W, Vo Code S, R § 114141, ¢t seq,

Comments: Review Iﬁethodaingy for this standard is generic and sample. This standard
has a direct statutory requirement. Concerns tested with this standard include:

e ‘That claim handling meets West Virginia staiutes and mles as applied to sales lax
payinent, cotrect payees, improper release of claims, and proper payment of non-
disputed claims.

¢ That coverage was checked for proper application of exclusionary language.

o 'That appropriate disclosures are given when g claim nears the applicable statute of
limitations,

Applicable Statutes and regulations include:

e W, Va. Code §33-11-4(9)(a) Misrepresenting pertinent facts or inswrance policy
provisions relafing to coverages at issue; '

e W, Va, Code 5t. R, §114-14-6.4 Qffers of settiemernit, —

a. In any case where there is no dispute as fo coverage and Hability, it is
the duty of every insuwrer to offer claimants or their authorized
representatives, amounts which ave fair and rcasonable, as shown by the
insurer’s jnvestigation of the claim, providing the amounis so offered are
within policy limits and in accordance with the policy provisions,

b. No insarer 1oay attempt to settle a claim by making a settlement offer
that is unicasonably low. '

s W. Va. Code St R. §114-14-6.4, 6.10 Separation of claims, — In any case where
there s no dispuie as fo one (1} or mote elements of a claim, payment for such
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element(s) shall be made notwithstanding the oxistence of disputes as fo other
elemenis of the claim where such payment can be made without prs_judme to
either party.

‘W, Va, Code St. R, §114-14-6.12 Notice of applcable time limitations, — No
person may negotlate for settlement of a claim with a claimant who is neither an
aftorney nor represented by an atiomey without giving the claimant written nofice
that the clalmant’s righls may be affected by a statuie of limilations or a policy or
conlact time Limit. Such notice shall be given to first-party ¢laimants not less than
thirty (30) days and to third-party elaimants not less than sixty (60) days, before
the date on which such time lmit expires,

W, Va. Code St. R. §114-14-6,13 Avoidance of payment. — Where liabifity and
damages are reasonably clesr, no person may rvecommend that third-party
claimants make claim under thelr own policics solely to avoid paying claims
under an insurer’s insurance policy or insurance contract,

W. Va. Code St. R. §114-14-6,14 Unreasonable travel, — No person may rcquurﬂ a
olaimant to travel unreasonably.

W. Va. Code St R, §114-14-6.16 Claim proceeds unsed to pay premiutns of

L3
another poficy. — No insarer may deduet from = claim payment made under one
policy premiums owed by the insured on another policy unless the insured
consents. : :
Results: Pass

Claim files were selected from two (2) subsets for detail testing. The sample size of each
category was delermined by its population. Our fosting results ave included in Table G6

below:

_ Table G6: Claims, Clalms seftlement
Type Population | Sample | N/A | Pass | Fail| %Pass
Paid claims 1,226 fis] i 88 10 100
Closed without payment 422 69 016010 100
Totals ' 1,648 138 113710 100

Observativihs: Review of claims found that all were bandled appropriately,

Recannnesulntions: Nong
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Standard G7 NAIC Market Regufation Hendbook - Choptes XVE, §G, Staudard 7.

Regulated entity claim forms are appropriate for the type of product,

NCTE: This standard does not fve a dlrecs stadulery regulrenent,
Howerer, the Commdssloner hay atithorliy o fake aclion winder the provisions of W, ¥o, Code §33-11-2

Conmnents: Review methodology for this slandard is sample. The standard is intended 1o |
assure that claims forms are appropriate, not misleading, and do not requlre claimants to
make unreasonable efforts to pursus claims.

Rasults: Pass

Claitw fies were selected from two (2) subsots for detail testing, The sample size of cach
category was determined by its population, Our testing results are included in Table G7

betow:

Table G7: Claims, Claims Forms

Type Population | Saropled | NFA | Pass | Fail | %Pass
Paid claims 1,226 30 i 28 0 100
Closed without payment ' 422 69 0 ]l6 { 0| 100
Totaly . 1648 158 I [V B7) 0 109

Observations: Review of claim forms found that all were appropriate,

Recommendafions: None

Standard G% NATC Morke! Regrlation Handbook — Chanter RV, §G, Standard 9

Dertled and closed-without-payment claims are handled in aceordance with policy provistons and
state v,

W, Ve, Code § 3311409} & fig & W. Ve Code St R § 11414617 63, & 6.5

Commenfs: Review methedolopy for this standard is sample. This standard has a direct
statutory requirement, Concerns tested for this standard include:

e W.Va, Code Si. R, §33-11-4(9){d) Refusing to pay claims without conduciing a
 1easonable investigation based upon all available information;
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o W. Va. Code St. R, §33-11-4(9)(n) Failing to promptly provide a reasonable
explanalion of the basis in the Insurance policy in relation to the facts or
applicable law for denial of 4 claim or for the offer of & compromise selilemeny

o W, Va, Code St R, §114-14-6.4 Offers of settlement, --

a. In any case where thers is no dispute as to coverage and liability, it is
the duty of every inswer to offer clalmants or their authorized
representatives, amounts which are fair and reasongble, as shown by the
insurer’s mnvestigation of the claim, providing the amounis so offered are
within policy limits and in aceordance with the policy provisions,

b. No insurer may attempt o settle a claim by making a setilement offor
that is unreasonably low,

o W, Va, Code BL R, §114-14-6.10 SBeparation of claims, -- In any case where there
is no dispuic as to one (1) or more eléments of a elaim, payment for such
cltementi(s) shall be made notwithstanding the existence of disputes as to other
elements of the claim where such payment can be made without prejudice to

gither party.

s W. Va, Code St R, §114-14-6,12 Noiice of applicable time limitations, — No
person may negotiate for settlement of a claim with a elaimant who is neither an
attorney nor reprosented by an attofney without giving the claimant written notice
that the claimant’s rights may be affected by a statute of limitations or a policy or
contract time Hinit. Such notice shall be given to first-parly claimants not less than
thirty (30) days and to third-pacty claimants net loss then sixty (60} days, before
the date on which such {ime limit expires,

» W, Va. Code St R. §114-14-6.13 Avoidance of payment. -- Where lability and
damapes are ressonably clear, no person may recommend that third-parly
olalmants make claim under their own policies solely to avoid paying claims
under an inswrer’s insurance policy or insurance contract,

+  W. Va, Code St. R. §114-14-6.17 states the following;
Any notice rejecting any clement of & claim shall contain the identity and
the claims processing address of the insurer and the ¢laim number, The
notice must state that the claimant has the option of contacting the
Commissioner. The nofice must provide the Commissioner’s mailing
address, telephone number and website address.

Resulls: Fai}
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Claim files were selected for delafl festing, The sample size was defermined b}? its
populatmn Qur testing resuits are included in Table 9 below:

Table G9; Clahns, Closed withiont payment sample resulis
Type Population | Sampled | N/A | Pass | Fail | %Pass

Closed without payment ' 422 69 0 | 435 |26 ] 62

Observations: Testing of the sampled files determined that twenty-four (24) closed
without payment claimas had denial notices that did not contain the required
Comimissioner’s contact information and thus were not in compliance with W, Va, Code
St R §114-14-6.17. The Company did not issue any denial leiier in two additional (2)
instances, nor did it make an appropriate notation that denial was made by any other
mesns than writing, as per W. Va. Code 8t. R §114.14-6.6.

Recommendations: The Company should include the appropriate Commissionet’s
contact information in the dendal letters as required by W. Va, Code St. R. § 114-14-6.17.

Standard G10 NATC Barket Regularion Haudbook — Chaprer XV, § G Stwetard 19

Caneeled benefit checks and drafts veffeet appropriate claim handling practices,

. Fr Coe §3021.9(9); . Ve Code 86 R § Lid-1d-1, et seq.

Comments: Review methodology for this siandard is electronic and sammle. The
concerns tested for this standard include:

& This standard hes a direet statulory requizement that cancelled bencfit checks
inclade the correct payes and are for the correct amount.

¢ That payment cheeks do not indicate the payment is “final” when such is not the
case, :

# That checks or diafts do not purport o release the insurer from foial linbility when
such is not the case.

Resulis: Pass
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Claim filos were selected for delail testing, The sample size was determined by ifs
population, Que testing results are included in Table G10 below:

S Table G16: Claims, sample resnlis
Type Population | Sampled | N/A § Pass | Fail | %ol'ass
Paid claims , 1,226 & i 188 ]0 100

Observations: Checks were in the correct amount and ineiuded the correcl payes. No
exceptions were noted.

© Recommendations: None

CONCLUSION

The result of the target market examination revealed instances of non-compliance with
W. Va. Cade §33-11-4(9)(b) cited in Administeative Proceeding No. 10-AP-THP-02178
ocenited, but not with such frequency as to indicate a general business praclice.

Tnt addition, there were several other issues regarding non-compliance with state statute or
code. They ate listed below:

¢ Five (5) claims violaied W. Va, Code St. R §114-14-6.3 — written denial letters,
One (1) claim viclated W. Va. Code St R §$114-14-6,12 — notice of siatnte of
limitations. (Standard G3) ' .

o Two (2) claims violated W, Va. Code 8t, R, §114-14-5.3 — reply to communications,

(Standard G4)
¢ Three (3) claims violated W, Va, Code St. R. §§114-14-3 and 114-15-4.4 — proper
documentation. (Standatd G5)

During the course of the examination, thers were several issues regarding violations of
state statufe of code. These oceurred with enough frequency as to indicafe a general
business practice. They are listed below:

o FEailing o send or not timely sending delay lefters, (Standard G2)

e Not including the appropriate Commissioner’s contact information in the denial
letters. (Standard G9)
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LIST OF RECOMMENDATIONS
Recommendafion G2: The Company should send delay letiers as required by W, Va,
Code 8t, R §114-14-6.7.

Recommendation G3: The Company should send written denial lefiers or wiitten
offer, subject to policy, within ten (10) working days of completing its investigation as.
required by W. Va. Code St R §114-14-6.3, :

Recommendation G4: The Company should respond to all commmnications with
olaimant or attorney as representative in a timely manmer, as required by W. Va. Code St
R. §114-14-5.3.

‘Recommendaiion G5: The Company should ensure {hat all claim files clearly show
the inception, handling and disposition of each claim, as required by W. Va. Code St. R.
$8114-14-3 and 114~15-4.4.

Recommendation G9: The Company should include the appropriate Commissioner’s
contact information in the denial letiers as required by W. Va. Code St. R, §114-14-6.17.
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EXAMINER’S SIGNATURE AND ACKNOWLEDGMENT

The examiner would like to acknowledge the cooperation ami assistance extended by the
Company ducing the couzse of the examination.

In addition to the undersigned, Brad Beam, MCM, CWCP and John Stike, MCM, CIPA, APA,
AFI, AU, CWOP also parligjpated i the examination,

Mark A, Hooker, CIE, CPCU, FLMI, MCM, CWCE, CCP, AIRC
Chief Market Condnct Examiner
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EXAMINER’S AFFIDAVIT

State of West Virginia

County of Kanawha

EXAMINER'S AFRFIDAVYIT AS TO STANDARDS AND PROCEDURES:
USED IN AN EXAMINATION

T, Mark A, Hooker, being duly sworn, states as follows:

t. I have the authority to represent West Virginia in the examination of Argonaut
Great Ceniral Insurance Company.

2. I have reviewed the cxamination work papers and examination report, and the
examination of Argonaut Great Central Insurance Company was performed in a
mannes consistent with the siandards and procedures required by West Virginia,

The affiant says nothin urthe.;

7

Mark A. Hookef, CIE, CPCU, FLMI, MCM, CWCP, CCP, AIRC
Chief Market Conduct Examiner

Subsoribed and sworn before me by Mark A, Hooker on this dijk day qf (rean , 2012,

(SEAL)
WU (] .
Notary Publij/

My commission expires an &6’(),}: H , 00 {date).
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